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Revision of the National Voluntary Organizations Active in Disaster (National VOAD) Long Term Recovery
Guide has been a lengthy project, accomplished through the cooperation, communication, coordination, and
collaboration of numerous National VOAD members, partners and committees. Were we to try to name
everyone who had a hand in this project, we would surely leave someone out. So, to the many individuals and
organizations who made a contribution we simply want to say, thank you! Thank you to all of the volunteers
who put their time and effort into making this project a success.

INTRODUCTION

National Voluntary Organizations Active in Disaster (National VOAD) is a coalition of organizations that prepare
for and respond to the recovery needs of America’s communities in times of disasters. Members of the National
VOAD collaborative include dozens of the most reputable national non-governmental organizations in the
country and 55 State and Territory VOADSs, representing local VOADs and hundreds of additional organizations.
With over 40 years of respected service collaboration, the National VOAD member agencies provide skilled
direct services along the continuum from disaster prevention and preparedness to response, recovery and
mitigation. The National VOAD member agencies provide their services through comprehensive, coordinated
volunteer resources in partnership with emergency managers. This cooperative effort has proven to be the most
effective way for a wide variety of volunteers and organizations to work together in a crisis. For more
information about National VOAD and its member agencies please go to http://www.nvoad.org/

Throughout this recovery guide you will find references and links to other National VOAD resources. Of
particular interest are the National VOAD “Points of Consensus” documents which outline minimal standards,
ethical principles or operational principles related to various functions of voluntary organizations in recovery.
National VOAD “Points of Consensus” are developed and approved through careful, collaborative and
respectful conversation. Organizations choosing membership in National VOAD agree to abide by approved
Points of Consensus.

National VOAD members and partners have learned a lot over decades of experience in disaster response and
recovery. Those hard-earned lessons are captured in this Long Term Recovery Guide with our fervent hope that
your recovery group will add your own experience to ours as you learn and share the best ways to build a better
community for everyone.

We do believe that we are all in this together, that together we can accomplish what none of us can achieve
alone. National VOAD members are available to you as resources and partners as you take the difficult steps of
forming your local long-term recovery effort. Please take the best of what we have to offer in experience and
join us in the commitment to helping communities recover who have suffered disaster.

Those who have participated in the creation of this guide hope that it will be useful as you embark on your own
community recovery. What follows is guidance; what you do with it is yours.


http://www.nvoad.org/
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CHAPTER 1: DISASTERS AND LONG TERM RECOVERY

When organizations and/or individuals work together in disaster response and recovery, it's always helpful if
we’re speaking the same language. The next few pages will introduce basic terms and understandings about
disasters, along with the processes and the agencies / organizations that build a community’s capacity for long
term recovery.

Disaster is a natural or human-caused incident that disrupts normal life, causing physical and/or emotional
trauma and/or damage to property and/or community infrastructure. Disasters may include hurricane, tornado,
wind storm, flood, tidal wave, tsunami, earthquake, volcanic eruption, landslide, mudslide, snow or ice storm,
wild fire, explosion, acts of public violence or terrorism, or other human caused or technological events involving
toxic and / or radiological materials, etc.

Recovery is the period following a disaster and the community’s early response to that disaster, whereby
things return to a new normal. After neighbors move from shock to action, communities organize by
implementing plans and structures aimed at bringing help to affected individuals and families in a holistic,
integrated process that brings needed resources to the most vulnerable. Recovery following each disaster is
unique and may last weeks or years. Disasters are never welcome, but they give communities an opportunity
to build back stronger. Often, damages sustained in disaster can be prevented from recurring by implementing
a long-term recovery strategy grounded in risk reduction analysis and mitigation.

PHASES OF DISASTER

Communities are always in one of the phases of disaster, which often overlap or intertwine—preparedness,
response, recovery and mitigation.

Response
Emergency/Relief

\

Preparedness Recovery
Emergency/Relief Short/Long

Mitigation /
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Preparedness

Preparedness includes activities that seek to prevent casualties, expedite response activities and minimize
property damage in the event of a disaster. It is a continuous process for communities as they constantly strive
to improve their readiness. Some examples of preparedness activities are:

e Community education and awareness.

e Assessment of community hazards and risks.

e |dentification, recruitment, and training of volunteers in disaster response and recovery.

e Development and possible implementation of evacuation plans.

Response

Response includes activities that sometimes start before impact and cover the period during and immediately
following the event. There are two phases of response:

Emergency

e First responders in the emergency phase will be local fire and police departments, and search
and rescue teams. Evacuation plans may be implemented, depending upon the type of disaster.

e Others who may initially respond include family, neighbors, faith-based and community-based
organizations. The emergency response is characterized by activities focusing on the
preservation of life.

Relief

e Basic human needs are addressed, such as medical services and the provision of food, bulk
distribution, clothing and temporary shelter.

¢ Initiation of emotional and spiritual care begins in this phase and continues throughout the entire
recovery process.

e Basic cleanup of homes, businesses and streets begins.

e Work is done to minimize additional damage to property.

e Utilities begin to be restored.

e Application for assistance begins.

¢ People begin moving into temporary housing or return home.

¢ Human, material and financial resources begin to flow into the community.

Recovery

“Recovery is not only about the restoration of structures, systems and services — although they
are critical. A successful recovery is also about individuals and families being able to rebound
from their losses, and sustain their physical, social, economic” and spiritual “weII—being.”l

The goal of recovery is to bring a community back to a new normal after it has been devastated by a disaster.

1 National Disaster Recovery Framework Draft 02/05/10 p. 2
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There are two phases of recovery:

Short term recovery

Many emergency and relief programs complete their work.
Restoration of infrastructure and vital life support systems happen in this phase.

The community identifies local resources to form a long term recovery group (LTRG), and
initiation of plans for permanent housing begins.

Long term recovery

Transition occurs between the presence of national organizations and the local community.

Implementation begins for disaster case management and recovery initiatives administered by
the local community.

Construction activities to include repairing, rebuilding and/or relocation of homes proceeds during
this phase.

Resumption of the routines of daily life characterizes this phase.

Human, material, and financial resources come into a community after a disaster, but will decrease as
public awareness diminishes over time. A strong, well-organized Long Term Recovery Group can
ensure that available resources are utilized so as to address recovery needs.

Mitigation

Mitigation includes activities that reduce the severity of a future disaster’s effects on a community. As with
preparedness, mitigation is a continuous process. Some examples are:

Community education and awareness of hazards within the community
Relocation of homes and businesses away from high-risk areas

Development of a long term strategy that promotes sound
building design / construction practices that improve the community’s ability to withstand the
impact of future disasters.

Provision of help to local communities adopting flood plain ordinances
Elevation or relocation of crucial utilities/appliances to safer places within the home

A disaster provides an opportunity for a community to reassess its risk and vulnerability to future
hazards and implement mitigation plans to reduce future vulnerability.
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GOVERNMENT’S ROLE - DISASTER DECLARATIONS

The impact that a disaster has on a community and the ability of that community to recover defines an incident
as an emergency and/or major disaster. The emergency management system in the United States depends on
the ability of local government to provide the first level of response. Should the magnitude of the incident
require a response / recovery effort that exceeds the resources of the community, local government may
request assistance from the next level of government. This process continues to the state and ultimately to the
federal level.

Undeclared disasters

Recovering from most disasters in the United States does not require the assistance of the state or
federal government. Communities deal with smaller disasters with the help of emergency responders
and local non-profit organizations, using locally-identified resources.

State-declared disasters

Beyond the local community, state government has a responsibility to respond to the emergency needs
of its citizens. To do this, each state works in concert with local governments, voluntary agencies,
business/industry and others in the community to develop an all hazards Emergency Operations Plan
(EOP). Should the severity of an emergency and/or disaster be at a level that will require a coordination
of state as well as local government resources, the governor of a state will declare a state of emergency,
activating the state’s EOP. Once a state of emergency has been declared, the full resources of the state
can be accessed in order to respond to the incident.

Federally-declared emergencies and disasters

The Robert T. Stafford Disaster Relief and Emergency Assistance Act, Public Law 93-288, as amended
(the Stafford Act) was enacted to support tribal, state, and local governments and their citizens when
disasters overwhelm the local capacity. This law establishes a process for requesting and obtaining a
Presidential disaster declaration, defines the type and scope of assistance available, and sets the
conditions for obtaining that assistance.

At the state’s request, local, state, and federal officials conduct a joint Preliminary Damage Assessment
(PDA) to estimate the extent of the disaster damage and its impact on individuals as well as community
infrastructure. The damage estimates gathered during the PDA document the severity and magnitude of
the incident and serve as an indicator for determining whether the resources needed for a response go
beyond state and local government’s capability.

Not all programs provided for in the Stafford Act are activated in every declared disaster. For more
information on government programs refer to Appendix 3.

Whether your community experiences a disaster that is yours alone or one that is federally-declared, the
response to it belongs to you. Your community always decides what recovery will look like and who will be
included.

Federal programs may include the following:
Public Assistance (PA), Individual Assistance (IA), Mitigation, and/or Small Business Administration (SBA)
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CHAPTER 2: ORGANIZING ALONG TERM RECOVERY GROUP

A long term recovery group (LTRG) is a cooperative body that is made up of representatives from faith-based,
non-profit, government, business and other organizations working within a community to assist individuals and
families as they recover from disaster.

LTRGs are as varied in their structure as are the communities in which they work. The personality and

operation of each group is unique and reflects local needs, available resources, cultural diversity, leadership
style, and community support. No matter how a group is structured or what it calls itself— unmet needs
committee, interfaith, organization, coalition, roundtable, partnership, coordinating council, etc.—the goal is the
same: to unite recovery resources with community needs in order to ensure that even the most vulnerable in the
community recover from disaster.

EARLY ORGANIZING PARTNERS

In preparing for or responding to disasters in your community, it will be helpful to identify agencies and
organizations that commonly provide disaster services. These organizations can become prospective partners
for recovery, and may be able to assist in the formation and development of your long-term recovery group.
Partner agencies may include local and/or state emergency management (EMA), the Federal Emergency
Management Agency (FEMA), members of the local and/or state Voluntary Organizations Active in Disaster
(VOAD), and members of National VOAD (refer to www.nvoad.org).

Additional stakeholders may include other members of local government, civic Members of National
organizations, social service agencies, local houses of worship, community VOAD can provide
foundations, community health groups, mental health agencies, information resources for organizing

and referral services, and the private sector. long term recovery groups

Partner agencies can:
e Convene stakeholders to share information concerning the disaster and plans for recovery.
¢ Identify disaster-related unmet needs and coordinate resources to assist in recovery.
¢ Mentor and/or provide ongoing training throughout the recovery process.
¢ Provide financial and other resources that will be needed in the recovery.

e Provide the venue for meetings and/or office space.

LONG TERM RECOVERY GROUP FORMATION

It is important to build a strong foundation for long term recovery, which means taking the time to obtain buy in
from as many local partners and stakeholders as possible. The following initial steps are suggested:

e Convene a meeting of prospective partners and other concerned stakeholders in order to discuss
the impact that the disaster had on the community as well as possible approaches to recovery. It
is important to invite experienced people to help provide guidance to your planning.

e Select from the group a facilitator, convener, temporary chair or steering committee, and agree
on some basic ground rules so that an orderly meeting can be held.

e Collect information on the disaster. Before you can move forward, it will be important to
understand the size and scope of the task you will be dealing with. Your state emergency
manager and/or your FEMA VAL can obtain much of the information that you will need.
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This information will help inform decisions regarding the scope of a long-term recovery group’s
work as well as the resources that will be needed. This information includes:

o Basic population demographics.

e}

Formal and informal community leadership structures and their roles in the disaster
response.

Geographic size of impacted area.

Number of individuals and families affected.

Number of owner-occupied homes affected and the level of impact.
Number of rental properties affected.

Number of businesses and public services affected.

Other effects on individuals and families (high unemployment, etc.).
Political and cultural subdivisions or jurisdictions involved.

O O O O O O O O

Vulnerable populations affected by the disaster, i.e. elderly, low income, disabled.

When there is a federal disaster declaration, the FEMA VAL (Voluntary Agency Liaison) assigned to your
disaster can assist with the LTRG organizing in addition to bringing national stakeholders to the table.

DEVELOPING A MISSION STATEMENT

A mission statement is a formal, short, written statement of the purpose of the LTRG. The mission statement
should guide the actions of the LTRG, state its overall goal for the recovery, provide a sense of direction, and
provide a framework for overall decision-making. It's important to take the time to determine what your mission
will be.

Sample mission statement:

The mission of the <LTRG> is to provide recovery services to individuals and families affected by <name of
disaster> in <name of area> community. Services will be provided regardless of the individuals’ race, creed,
color, gender, disability or religious preference. The goal of <LTRG> is to see all of our fellow residents fully
recover from the disaster.

SETTING UP THE STRUCTURE OF YOUR LTRG

It will become clear after your first meeting that some kind of organizational structure will be needed in order to
be successful. The form that your LTRG takes can be highly structured (formal organization with board of
directors, management team, and staff) or less structured (committee made up of representatives from local
agencies involved in the recovery). There are challenges and benefits to each approach. The key is to identify
stakeholders who are committed to the recovery of their community, and to the long term recovery process.
This group should then deliberate the challenges and benefits and decide on the structure that works best for
your community.
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ESTABLISHING POLICIES

As your LTRG is forming it will be important to develop guidelines for who you will be helping as well as the
kinds of services you will provide. Consider the following:

WHO ... are you going to help and how will they be considered eligible?
e Elderly?
e Renters?
e SBA loan denied?
e Lowincome?
e Single parent household?
e Disabled?

If you are going to get involved in home repair and reconstruction:

WHAT... is eligible to be repaired or replaced?
e Main structure only?
e Detached garages?
e Deferred maintenance / pre-existing conditions?
e Outbuildings?
¢ Mobile homes?
e Fencing?

ESTABLISHING A FRAMEWORK OF LTRG GOVERNANCE

Regardless of the structure of your LTRG, oversight and accountability (i.e. governance) is extremely important
to a successful long term recovery process. Your LTRG will be handling financial resources, confidential
information, and will be providing help and other resources to people in the community who have been
traumatized by the disaster. How your LTRG proves itself to be trustworthy in the eyes of the community and
your supporters, to a large degree, will determine whether or not you are successful. The governance structure
can take different shapes, but usually includes a board of directors and/or executive committee whose primary
responsibility is to set the direction for the group, and to provide ongoing oversight.

Members of the governing body should reflect the diversity of the disaster-affected community, and should
possess leadership skills along with the ability to work collaboratively. Further, these members should have
sufficient authority from the organizations they represent to be able to make commitments and/or speak on
behalf of that organization. LTRG leadership may emerge from:

Any organization providing resources in the recovery process.

Community-based organizations that have extended their regular programs to include disaster
recovery needs.

Emergency management or government.

Faith-based groups and organizations with disaster services.

Private sector and civic groups.

Religious leaders

Volunteers with expertise in accounting, legal matters, grant writing, human resources,
communications, marketing, building trades, etc.
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The governing body should:

Ensure that the LTRG adheres to the mission statement.
Determine the operational structure for the LTRG.

Develop a plan for staffing based on the structure adopted, and hire staff as needed (could be
paid and/or volunteer).

Develop short and long-term goals for the LTRG.

Develop operational policies and procedures, which will include assistance guidelines and
criteria for meeting disaster-related unmet recovery needs (policies need to be responsive to
emerging needs and fluctuating resources).

Identify and develop resources, including human, material and financial.
Ensure fair and equitable distribution of resources.
Determine a system of financial management, reporting and accountability.

Determine whether or not to incorporate and how financial resources will be handled — will the
LTRG utilize the non-profit status of one of its member agencies for receiving and handling
financial contribution, or will it apply for its own 501(c) 3 status (see below)?

Establish organizational bylaws as needed.

Have no more than 12-15 members.

Elect officers from within the body.

Meet regularly, record minutes of its meetings, and make them available to the public.

Develop a communications plan, thus ensuring that all stakeholders, including the general public,
are kept informed about structure, policies and program development. In particular, it will be very
important to the long term viability of the program that success stories are publicized early in the
program.

Obtain liability, officers and other insurance as needed.

HANDLING FINANCIAL RESOURCES

Your LTRG will operate as a not-for-profit entity, in some fashion. That means that you will be handling money
entrusted to you by individuals, foundations and/or other organizations. As a result, all funds under your control
must be administered through a fiscal agent that has legal not-for-profit status. There are two ways to
accomplish this:

The LTRG may seek out an existing not-for-profit agency within the community to serve as its
fiscal agent. This would certainly be the best choice for an LTRG that is small or may be of short
duration. The following should be in place:

o The fiscal agent has internal safeguards and record protection procedures, as well as the
ability to provide regular financial reports to the LTRG.

o Annual external audits are conducted by the fiscal agent.

o lItis important that the agent agree to manage the funds at the direction of the LTRG.
The funds are given to and remain the property of the LTRG and not the fiscal agent.

o The LTRG should establish a written Memo of Understanding (MOU) with the fiscal agent
(see sample-MOU in Appendix 7).
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e Alternatively, the Internal Revenue Service grants 501(c) 3 status to not-for-profit agencies
engaged in charitable, educational, or religious activities, thus allowing donors to claim a tax
deduction for their gifts. Incorporating and obtaining legal 501(c) 3 status for your LTRG is not
terribly complicated, but it does take some time and carries with it obligations for receipting and
providing regular financial reporting. You should seek legal counsel for more information if you
chose to become an incorporated not-for-profit agency.

ORGANIZATIONAL BYLAWS

As the mission statement helps to define the need, the philosophy, and the services that the LTRG will provide,
the bylaws (even informal) will help identify how the LTRG intends to operate organizationally, and how it will
relate to the larger community. Of particular importance within the bylaws is defining the governance structure
for the LTRG.

If the structure for your LTRG is more formal and, in particular, if you chose to apply for your own 501(c) 3
status, then your bylaws need to likewise become more formal. It is recommended that you seek legal counsel
should you go in this direction. Often within your community you will find attorneys that are willing to join the
long term recovery effort and offer their services pro bono.

Sample bylaws can be found in Appendix 7.
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CHAPTER 3: LONG TERM RECOVERY ADMINISTRATION

Once the long-term recovery group has formed, established its mission and defined the structure under which it
will operate, the next step is to begin managing day-to-day operations, and delivering services. Based on the
LTRG structure and the resources of your partner agencies, your recovery program will be coordinated either by
paid and/or volunteer staff, or through a mutual decision-making process involving the participating agencies.
Oversight of this decision-making process will be the task of the LTRG governing body.

The success of your LTRG will be judged by how well it located resources (money, facilities, volunteers,
personnel, in-kind donations), and how well it served the community (survivors helped, homes repaired and
rebuilt, measurable impacts, etc).

MAJOR ELEMENTS OF THE LTRG OPERATION

Regardless of the structure of your group, there are a number of common elements that will embody its day to
day operation. Each of these elements represents a critical building block that is important to the overall
success of the program.

At the most basic level the long term recovery process involves:
1. lIdentifying individuals and families with unmet needs in your community
2. Providing case management in order to prioritize how those needs will be met
3. Delivering goods, services and funds to meet those needs

Identifying the unmet needs in your community

Central to your recovery program will be having a good understanding of the community’s unmet needs
and the population that you will be serving. Working with that population will be the responsibility of the
case manager(s) (refer to Chapter 4 — DISASTER CASE MANAGEMENT IN LONG TERM
RECOVERY).

Prospective clients for your recovery program will come through the intake process that your disaster
case management program will initiate. Impacted individuals and families will also be identified through
the early response efforts of local and/or national agencies (some of whom will be members of your long
term recovery group). In addition, possible individuals and families with unmet needs can come from the
FEMA registration lists. NOTE that access to this information is protected under the Privacy Act of
1974. Contact your FEMA Voluntary Agency Liaison (VAL) in order to learn more about how your LTRG
may gain limited access to the information (reference the Routine Use provision of the Privacy Act).

An alternative approach for identifying and prioritizing unmet needs is to conduct a community wide
unmet needs assessment. For information about National VOAD member agencies that can assist with
this, contact the National VOAD office.
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A community wide unmet needs assessment will consist of the following:
e Provides a systematic approach for a LTRG to determine unmet needs of disaster survivors

e Conducts door-to-door interviews and/or interviews at designated walk-in centers within the
disaster-impacted area to determine vulnerable populations, and to identify "gaps" between
needs and community recovery resources.

e Provides survey results and data in the form of accurate statistics
e Provides a user friendly database for accessing and sorting the information

e Provides an initial estimate of the total cost for recovery. This information can be used to support
fundraising efforts.

Developing a preliminary budget

Financial resources can make or break a long term recovery program. Once again, the structure of your
program will dictate the degree to which you will be involved in the financial side of recovery, but
regardless of the structure, you will need funds with which you can operate. The LTRG itself and/or your
partner agencies will need to identify and acquire not only the resources to meet the unmet needs in
your community, but also those that will be needed to fund administrative expenses.

It is the responsibility of the governing body to develop a preliminary budget for the LTRG. The budget
should show all of the expense areas that are anticipated, including client related expenses such as
materials, services, paid contractors, volunteer related expenses, etc, and administrative expenses such
as salaries, facility expenses, utilities, communications and other office expenses, etc.

This budget will be preliminary, and it is not surprising that most LTRGs have difficulty coming up with a
comprehensive budget early in the program. But, it's important to begin to understand something about
your need for resources. Having a budget will be important when you solicit funds from foundations and
other organizations. Once the program is up and running the budget can be adjusted based on actual
experience. It will be the responsibility of the governing body to monitor income and expenses and
make adjustments as needed.

A well done community wide unmet needs assessment can provide valuable information for your
preliminary budget in the area of client expenses. It will also give you a basis for estimating your
administrative structure and associated expenses.

Administration

Depending on the structure of your LTRG, there will be a certain amount of administrative staff (paid
and/or volunteer) and facilities (office, phone, etc) that will be needed. Many groups struggle because
they neglect this factor, thinking that they can run a long term recovery effort on a shoestring.

Critical to long term recovery are the people who oversee the day-to day operations of the recovery
program and guide the process. This group may consist of paid staff or volunteers from partner
agencies.

Administration doesn’t have to be expensive, but it needs to be present for a program to be successful.
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Recruit and supervise competent staff (paid and/or volunteer):

Assess both the need for and the availability of personnel

Consider potential positions (paid or volunteer) that the LTRG will need in order to provide
effective services and assistance to disaster clients. An LTRG may employ a program director
(or coordinator), one or more case managers (frequently working for your partner agencies), a
construction coordinator, and possibly a volunteer coordinator.

Develop job descriptions for each position (sample job descriptions can be found in Appendix 4)
Partner agencies around the table can sometimes provide part or fulltime staff.

Establish human resource policies:

Implement administrative policies and procedures which may include paid and/or volunteer staff,
salaries, payroll schedule, hours worked, paid and unpaid leave, holidays, job related expenses,
reimbursements, employee benefits, sick leave, etc.

Administer policies for handling grievances, complaint resolution, anti-discrimination practices,
anti-harassment policies, drug testing, background checks, etc.

Locate facilities & equipment:

Office space (paid or donated) that is secure, visible and accessible to the disaster-impacted
community.

Volunteer housing, donated or fee-based, with consideration for any costs associated with
housing, such as furnishing and food expenses (See Chapter 6 — Volunteer Management).

Warehouse or supply depot (See Chapter 8 — Donations Management).

Resource development

The unmet needs in your community and the scope of your program will dictate the amount of financial,
volunteer and other resources needed to carry out your mission. The earlier the LTRG begins its
program the better — donors will be more apt to give when the disaster event is still fresh in the minds of
the public.

Finding funds and other resources

The preliminary budget discussed above will begin to identify the kinds of resources needed to support
your program, including human, material and financial. You will also need to develop a plan on how to
locate those resources. The first place to look is within the local community itself. Every community has
resources (or assets), and should always take the lead with its own recovery. “Asset mapping” is a
technique for identifying those local resources.

Asset mapping

e Start with what is present within the community: local government, volunteers, referral
services, disaster response and other social service agencies, media outlets,
foundations, corporations, large churches and other religious institutions, etc.

o Identify individual client capacities and abilities for recovery (this can be accomplished
through the disaster case management process and/or a community wide unmet needs
assessment process)

¢ Promote connections or relationships between individuals, between individuals and
organizations, and between organizations, encouraging them to share resources as they
help to meet the needs of the wider community.
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e Stress local determination, investment, creativity, and control

e Create directories of social services, or augment directories that may be maintained by
Information and Referral (I&R) agencies within the community (see sample Long Term
Recovery Agency Survey in Appendix 6).

e For more information concerning asset mapping see the link in Appendix 8.

Fundraising

Once you have developed your preliminary budget and have evaluated the resources from within
the local community, you can now start to identify sources for funds that are outside the
community:

e Access the available public funding streams (FEMA, SBA, HUD / HHS block grant funds,
disaster unemployment, workforce development, etc.). Your FEMA VAL can help with
this, along with local and state government officials.

e Develop a plan to raise the additional funds needed, including personal and family
resources, grants from community and/or corporate foundations, planning special
community fundraising events, direct mail appeals, state or national faith based
organizations, civic organizations, etc.

MAJOR PROGRAM ELEMENTS

Identifying the unmet needs in your community, developing a budget, setting up an administrative structure, and
figuring out where your resources are coming from are, in a sense, all preparatory steps to the real work of long
term recovery. The heart of the day to day program comes in managing cases, allocating resources, and
delivering services. Following are the major program elements that will describe most of that day to day work.
For further information, refer to each chapter as noted:

Disaster case management in long term recovery — See Chapter 4
Construction management in long term recovery — See Chapter 5
Volunteer management in long term recovery — See Chapter 6
Communications in long term recovery — See Chapter 7
Donations management in long term recovery — See Chapter 8
Spiritual care in long term recovery — See Chapter 9

Financial controls and reporting — See Chapter 10

MEASURING AND EVALUATING RESULTS

Monitoring your program and evaluating results regularly will ensure the ongoing success of the LTRG. In
addition to confirming that indeed progress is being made, it will also help to encourage support from donors
and continued community involvement, and will provide data that will be useful for planning future possible
responses. Program results can include the following:

¢ Number of families receiving help through your LTRG

¢ Number of families returned to safe and secure permanent housing

e Decreased vulnerability in the community

e Increased community resilience, etc.



Ratified by Board of Directors, 2012

Reviewing results

Conduct transparent periodic reviews and evaluations of open cases as well as cases that have been closed in
order to measure the progress of your program. Possible questions for the review process:

e Are we sticking to our mission?

e Have we identified the most vulnerable in the community?

e How well have we been able to locate the resources and services needed?

e Are we staying on budget and allocating available resources effectively?

e How many clients have been assisted?

e What kind of assistance has been provided?

e How many homes have been repaired and/or rebuilt so that clients can be returned to their homes?

e How many volunteers have participated in the recovery process that resulted in how many hours of
work?

e Are we working in ways that will mitigate the effects of future disasters, and will the community be
more resilient as the result of our efforts?

e What things are going well with the program?
e What things might be done differently?
e What might be done to better prepare us for response to the next disaster?

Final Evaluation
In addition to ongoing reviews, the leadership of the LTRG should conduct a final evaluation of the program.
This evaluation should include input from:

e client surveys

e LTRG partners, board and staff

e donors

¢ |ocal government including state and local emergency management

The final evaluation should examine how the mission, goals and objectives of the LTRG were maintained and
accomplished.

Your donors, partners and the community as a whole deserve to be thanked, so don’t be afraid to celebrate
once your program is complete. Make the client story the centerpiece in written and spoken word, surrounded
by the visual effects of a pictorial record, and remind the community to thank the agencies and grassroots
groups who embraced their neighbors in need.
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CHAPTER 4: DISASTER CASE MANAGEMENT IN LONG TERM RECOVERY

Recovery is not only about the restoration of structures, systems and services — although they are
critical. A successful recovery is also about individuals and families being able to rebound from their
losses, and sustain their physical, social and economic well-being.

Disaster recovery encompasses interventions at the community level as well as with individuals and
households. While there is inter-dependence between the recovery of the community’s infrastructure and the
recovery of individuals and families within that community, the mechanisms for their recovery are distinctly
different.

Disaster casework and disaster case management are functions in support of empowering and of addressing
the basic needs and recovery needs of individuals and families.

DISASTER CASEWORK

Disaster Casework is early intervention provided by skilled helpers who aid survivors in taking next steps in
their recovery. Interventions include providing accurate and timely information and referral, identifying resources
to meet urgent needs, and screening for disaster program eligibility, including long term disaster case
management.

This early intervention:
= helps to minimize the risk of duplication of benefits which may pose barriers for recovery;
= assists in the restoration of pre-disaster social service benefits for qualified individuals; and
= provides clients with information on the importance of record keeping for future assistance.

Disaster Casework

» s often initiated in the relief phase of disaster response; and
= may complement disaster case management in the recovery phase.

The disaster caseworker (DCWkr) empowers the disaster survivor to effectively access the resources
available in accordance with the sequence of assistance for disaster recovery. Generally, Disaster Caseworkers
have short term relationships with disaster survivors. The casework process does not necessitate continuity of
care from the same caseworker. However, Disaster Caseworkers promote continuity of care by assisting with
the transitioning of cases to case managing organizations (from relief casework to long term recovery case
management) when needed and requested by clients.

Disaster Caseworkers:
= provide information and referral (I&R);
= offer short-term planning, and referrals for basic and immediate needs; and
= may transition the client to long-term disaster recovery case management.

' National Disaster Recovery Framework Draft 02/05/10 p. 2
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DISASTER CASE MANAGEMENT

Disaster Case Management is a time-limited process by which a skilled helper (Disaster Case Manager)
partners with a disaster-affected individual or family (Client) in order to plan for and achieve realistic goals for
recovery following a disaster.

This comprehensive and holistic Disaster Case Management approach to recovery extends beyond providing
relief, providing a service, or meeting urgent needs.

The Disaster Case Manager serves as a primary point of contact, assisting the Client in coordinating necessary
services and resources to address the client’s complex disaster recovery needs in order to re-establish
normalcy. Disaster Case Managers rely on the Client to play an active or lead role in his/her own recovery.

The disaster case management process involves:
= Qutreach
= Screening and Intake for Case Management Services
= Assessment of Disaster Recovery Needs
= Recovery Planning
= Action and Advocacy (Coordination & Implementation)
= Monitoring Recovery Progress
= Closure

Providing information and referral (I & R) is an activity performed throughout this process.

Disaster Case Managers (DCMgrs) directly provide, refer, or otherwise arrange for individuals and families to
receive needed services and resources identified in the recovery plan through the following actions:

= verifying unmet recovery needs by obtaining records and/or contacting vendors;

= networking with other organizations to guide client through sequence of delivery without duplication of
benefits or services;

= advocating with and for clients by activities including but not limited to:
o preparing for and making case presentations on behalf of client;
o actively participating in long term recovery groups where such exist; and

o providing support and advocacy with governmental and non-governmental agencies and
organizations when necessary.

Disaster Case Management personnel are qualified as determined by the Organization by life experience, skills,
education, and training to access and coordinate services for the populations served. Disaster Case Managers
may be Employees or Volunteers. Disaster case managers demonstrate helpful inter-personal skills and ethical
conduct.

Disaster Case Managers adhere to the following underlying values for service:
= Caring and compassion for all people is the foundation for all we do.
=  Work is accomplished in a respectful, non-judgmental, and non-discriminatory manner.

= Trust, mutual respect, and equal partnerships of survivors and community service providers are essential
elements of our work.

= All people have inherent dignity, worth and autonomy.
= Human relationships are essential to hope and healing.

= Integrity is an essential component of our work and service in helping survivors navigate through the
sequence of disaster assistance.



Ratified by Board of Directors, 2012

Disaster Case Managers have specialized knowledge and skills regarding:
= disaster recovery resources;
= advocacy and case presentation;
= assessment of survivors and disaster recovery planning;
= potential impact of the disaster on the Client’s over-all well-being and ability to cope; and
= recovery needs of vulnerable populations following disasters.

Disaster Case Managers and Organizations respect the client’s right to privacy, protect client’s confidential
information, and maintain appropriate confidentiality when information about the client is released to others.

DISASTER CASE MANAGEMENT & LONG TERM RECOVERY GROUPS

The interaction between disaster case managers and long term recovery groups is a vital one in disaster
recovery. LTRGs often coordinate recovery resources for voluntary agencies in a community during the long-
term recovery process. It is therefore imperative that clear, collaborative processes and policies are in place for
case managers to access such resources on behalf of clients.

There is no single “correct” way for the collaboration of disaster case management and LTRGs to be structured,
as the most appropriate structure is dependent upon the nature of the disaster, the local community, the
resources available, and the voluntary agencies working on the recovery. The following points should be
considered:

» The Disaster Case Manager is the primary point of contact, assisting the client in coordinating necessary
services and resources to address the complex disaster recovery needs. Therefore, the case manager
serves as the central link between the individual and family and the LTRGs.

» LTRGs must ensure that resource allocation is only provided to clients that have been approved through
the case management process.

= |dentifying client information presented through the unmet needs process should be maintained as
confidential. The LTRG shall not provide case specific information to any other entity external to the LTRG.

= Each LTRG should have an unmet needs review process with members experienced in reviewing cases
and approving funds according to pre-determined criteria.

= There should be a fair and equitable process through which disaster case managers from various
organizations may present cases to the LTRG in order to access recovery funds on behalf of their clients.

= There should be a common LTRG unmet needs application that disaster case managers in the community
complete with their clients in order to access funds.

» LTRGs have the responsibility of providing orientation related to case presentation, including the forms and
resources specific to the LTRG unmet needs process.

» LTRGs are most effective when they are supported by a case management advisory group. Subject matter
expertise of this group may serve one or more of the following functions:

o Provide support, guidance, resource development, and opportunities for training.

o Offer the opportunity for peer review of cases to be presented to the unmet needs table.
o Liaise with the other functions and committees of the LTRG.

o Appoint a representative to serve within the LTRG leadership structure.

The optimal LTRG structure is dependent upon the needs of the local community as well as the scale, nature,
and resources of the disaster and recovery efforts. There are a number of ways that disaster case managers
can be in relationship with LTRGSs, including but not limited to those below.
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= Disaster case managers from various voluntary agencies access the LTRG through an established unmet
needs committee, but operate case management services separately from the LTRG administration and
infrastructure.

= Voluntary agencies may pool their resources and hire one or more disaster case managers to work as
employees of the LTRG.

= One or more voluntary agencies may offer to provide case management services to individuals and
families on behalf of the LTRG.
LTRGs are encouraged to consider other factors, including but not limited to:
= conflict of interest and dual relationships
= capacity of the disaster case managing organization to provide services throughout the recovery phase
= capacity of the disaster case managing organization to support the disaster case management personnel

= capacity of the case managing organization to implement services in accordance with National VOAD
Disaster Case Management Committee Guidance

= applicable State and Federal laws for hiring, retention and termination of staff relative to the time-limited
nature of disaster recovery

= equitable access to recovery resources whether the case manager is a representative of the LTRG or of a
voluntary organization

For more information regarding disaster case management please refer to http://www.nvoad.org/ and see
the National VOAD Disaster Case Management Committee Guidance and the National VOAD
Disaster Case Management Committee Points of Consensus.
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CHAPTER 5: CONSTRUCTION MANAGEMENT IN LONG TERM RECOVERY

Construction Management in Long Term Recovery consists of overseeing repairing or rebuilding of client
homes to safe, sanitary, secure and functional condition. This may include repairing an existing home,
rebuilding a destroyed home or relocating a home for clients that have been through the proper case
management and are eligible for assistance. Appropriate Construction Management and oversight during the
construction phase is extremely important. Planning for Construction Management must begin as the LTRG is
forming because early decisions will affect the success of the LTR construction efforts.

The following chapter outlines crucial issues and considerations that must be addressed during this phase.

WHY... do we need Construction Management?

Construction Management ensures that construction is effective, efficient, timely, and that quality workmanship
meets code requirements. Consider the following keeping in mind that each state or local community may have
additional laws and regulations that exceed the International Residential Code (IRC) for each of the following:

e Local zoning restrictions

¢ Building codes — all new and repair construction must meet local codes

e Repair, remove, and/or disposal of hazardous material, i.e. lead, asbestos, mold, etc.

e Mitigation — houses should be better prepared to withstand a future disaster

¢ Floodplain levels — house must be elevated above the local floodplain levels

e Cost— Houses must be safe, sanitary, secure, and functional, but also should be cost-effective
e Volunteer labor vs. Contractors — Who will do the construction?

e Special client needs

WHEN... does Construction Management get involved?

e Construction Management (the first involvement) will assist Case Management by completing an
estimate of repair.

e Case is fully funded and approved by the long term recovery group for repair or rebuilding.

COMPONENTS OF CONSTRUCTION MANAGEMENT

1. Construction Management — for sample job description see Appendix 5

The Construction Manager will typically oversee the entire process of Construction Management
Responsibilities and the need for additional staff may vary depending upon the scope of the response.

2. Assessment and Estimation — for sample job description see Appendix 5

Assessment and Estimation are vital to the repair and rebuild process and must occur during Case
Management. Assessment and Estimation determine the cost-of-repair when developing a recovery plan for
the client. This fundamental information informs funding decisions for each client. Construction
Assessment includes details of the entire repair process, should outline volunteer and contract labor needs
including the time required from start to completion of the project. Estimation includes a list of materials
needed to complete the project. The estimate used for funding the project should include sales tax and a 10-
15% overage for incidentals and unanticipated needs.
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3. Job Site Supervision — for sample job description see Appendix 5

Qualified supervision needs to be in place for each job site in order to ensure quality workmanship, safety,

efficiency and code compliance. Supervision will direct volunteers, contractors, tools, equipment and

materials; addressing issues quickly and ensuring continued progress on the job site.

CONSTRUCTION MANAGEMENT

LONG TERM RECOVERY FUNCTIONAL TASKS RELATED TO

!

Volunteer Coord.
Warehouse Mgr.
Building Inspector
Direct:
Job site supervisor
Assessment/Estim.
Secure vender accts.
Safety procedures

Volunteers needed
Estimate:

Detailed cost est.

Estimate write up

Repair agreement

Code enforcement
Training on site
Coordinate repairs
Progress reports
Local Venders
Procure materials
Enforce site safety

Release forms
Contact person
Arrival dates
Departure dates
Special needs

CONSTRUCTION ASSESSMENT JOB SITE VOLUNTEER WAREHOUSE
MANAGEMENT AND SUPERVISION COORDINATION MANAGEMENT
ESTIMATION
\ 4 A 4 v v v
Management: Assessment: Supervision: Volunteer: Warehouse:
All repair/rebuild Collect job info. Of volunteers Housing Material storage
Building permits View damages Of contractor(s) Bedding Vender deliveries
Project scheduling Contact info. Work w/inspector Food supplies Leftover materials
Communicate with: Project write up (county or city) Skill sheets Inventory in

Inventory out
Deliveries to site
Pick up from site
Organize/maintain
Inventory reports

issues have been accomplished:

When all disaster-related construction repairs and/or rebuilding

CLIENT CONSTRUCTION FILE COMPLETE

A 4

PROJECT COMPLETE

Merge completed construction file with case management
file. Case management to review for any unmet needs that
remain and assist in meeting these needs if possible.
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Where to find skilled leadership
Locating construction managers, estimators, and/or job site supervisors can be difficult after a disaster, whether
they are paid or volunteer. Some suggestions:

e Long term (extended stay) volunteers with construction knowledge

e Retired individuals experienced in that field

o “Gifted” staff from for-profit or not-for-profit entities, even for a limited time, until other options can be

secured
e |f funding is available, hire local staff whenever possible

Confidentiality

Confidentiality is important in construction management. For a review of this issue, see the chapter on Case
Management.

Risk Management
Risk Management is a method of limiting risks and liabilities while ensuring a safe working environment for the
volunteers. A document should be developed by your LTRG outlining the Risk Management policies for the
organization.
Liability Insurance should be provided by the LTRG or by volunteer agencies.

e Every volunteer should sign an appropriate Release of Liability form.

¢ A Release of Liability should be obtained from the homeowner prior to starting work on the client’s

property.

It is good to have Standard Safety Practices for construction work. These typically include things such as age
limits, working with power tools, working at heights and working with dangerous or hazardous materials. Many

National VOAD agencies that do construction management have Standard Safety Practices that could be used
as a reference for a LTRG in setting up a Risk Management plan.

Volunteer Age Limits

There are different views on the topic of age limits of construction volunteers. The following are some
considerations:

e Federal, state and sometimes local labor laws place restrictions on youth under 18 working on
construction sites, using power tools, and working at heights. Take these into consideration when
making guidelines regarding youth volunteering on construction jobs.

e Younger, less skilled volunteers need good supervision, and local LTRGs will need to decide if they
have the capacity to provide the necessary supervision to ensure that volunteers are safe and projects
are done right.

e Verify insurance policy coverage if youth will serve as volunteers.

Statement of Understanding

A Repair Agreement, often called a Statement of Understanding, should be prepared and signed by every client
that requires any type of repair/rebuild. The Statement of Understanding should include client contact
information, project location, client responsibilities, scope of work, and signature of satisfaction. This document
sometimes includes the Client’s Release of Liability, as well. See the sample Statement of Understanding in
Appendix 6.
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Deferred Maintenance and Pre-Existing Conditions

Deferred Maintenance or pre-existing conditions (resulting from wear and tear, prior disasters, and/or neglect)
will often be an issue throughout the recovery process. Even when deferred maintenance problems are present
and not directly disaster related, the disaster will often exacerbate the problems. Issues that will demand that
deferred maintenance be addressed are:

e Code Requirements

e Mitigation Requirements

e Safety or imminent danger issues

e The need to bring a home to a Safe, Sanitary, Secure and Functional condition

Building to Codes

It is recommended that all rebuilding or repairs are in accordance to the IRC (International Residential Code,
which is a minimum standard) and local codes, with local codes prevailing if there is a discrepancy between the
two.

Mitigation in Long Term Recovery

Mitigation is the ongoing effort to reduce a disaster’s effect on people and property. This means taking action to
reduce or eliminate long-term risk from hazards and their effects.

Building for increased wind speeds in coastal zones, for fire resistance in areas of fire danger, or earthquake
resistance in seismic zones are all examples of recommended mitigation practices.

Ideas, best practices, and tips are available in various places, including the following web sites:

e FEMA'’s Mitigation Best Practices website, http://www.fema.gov/plan/prevent/bestpractices/index.shtm
e Federal Alliance for Safe Homes (FLASH), http://www.flash.org/

Tracking and Record Keeping for Construction Projects

Thorough tracking and record keeping is necessary for good management of construction projects. Project
tracking and record keeping should include but is not limited to:

e Project Status:
o Status may include (R) Ready, (IP) In progress, (H) Hold, (C) Complete, (CL) Closed

e Volunteers Hours:

o Volunteer hours are very important to log and submit to local
emergency management. The value of volunteer labor may be
used to offset the State cost share after a federally declared
disaster. Refer to FEMA for those dollar amounts per volunteer
hour and the eligibility for cost share for the state.

Collecting and reporting
volunteer hours is highly
recommended.

o Volunteer hours, seen as in-kind donation, can also be effective when applying for some grants.
o Several automated databases exist to track volunteer hours.

e Financial tracking and record keeping:
o Track construction expenses on all jobs separately to avoid overspending on any funded project.


http://www.fema.gov/plan/prevent/bestpractices/index.shtm
http://www.flash.org/
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e Contract Labor:
o When using contract labor it is recommended to keep records/copies of at least the following:

= Starting and completion dates
= Any permit they have pulled
= Licenses
= Liability insurances
=  Warranties
e Permits and Inspections
o Itis recommended, when using volunteer labor, that the homeowner pulls their own permits,
making the homeowner the contractor. When the LTRG pulls permits it becomes the contractor,
and therefore is liable for all the activities related to the project.

o All permits and inspections should be copied and recorded.

Documents and Sample Forms
In addition to what has already been discussed, following are sample documents and forms used in
Construction Management that can be found in Appendices 6 and 7:

¢ Right of Entry and Release of Liability Waiver
e Assessment Worksheet

e Estimator’'s Check List (3 pages)

e Work Group Information Record

For more information regarding construction management please refer to http://www.nvoad.org/ and see
the National VOAD Repair and Rebuild Points of Consensus.
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CHAPTER 6: VOLUNTEER MANAGEMENT IN LONG TERM RECOVERY

INTRODUCTION

“Some people are fortunate enough to earn their livelihoods in jobs that directly help to create a more peaceful,
just and sustainable world. But much of the efforts to make life better for our communities and our world are
done by volunteers -- people who work for a better world without pay. Volunteers ARE creating a better world,
one person and one act of kindness at a time.” -- Robert Alan, American Writer/Artist/Social Activist

National Voluntary Organizations Active in Disasters (National VOAD) recognizes that volunteers are inherently
valuable and, when properly coordinated, make up an essential part of the human resources needed to respond
to disasters of all magnitudes. In times of disaster, people are drawn to help their neighbors physically,
spiritually, and emotionally. We believe volunteers’ skills are best utilized and are most effective when they
volunteer as part of an established organization trained in disaster response activities. However, we realize that
not all volunteers will be affiliated with an organization and trained prior to a disaster. We acknowledge that they
too are a valuable resource and should receive the same level of care. In addition, we acknowledge that
volunteer organizations have the right to select volunteers in agreement with their Mission, Code of Conduct
and Statement of Faith.

When referring to volunteer involvement it is helpful to use consistent terminology. The following terms and
definitions are recommended:

o Affiliated volunteers are attached to a recognized voluntary or nonprofit organization and are trained
for specific disaster response activities. Their relationship with the organization precedes the immediate
disaster, and they are invited by that organization to become involved in a particular aspect of
emergency management.

e Unaffiliated Volunteers, also known as Spontaneous, Emergent, and/or Convergent Volunteers, are
individuals who offer to help or self-deploy to assist without fully coordinating their activities. They are
considered “unaffiliated” in that they are acting independently, as an individual or group, outside of the
recognized coordination system of the impacted jurisdiction(s).

e Convergent Groups include individuals that may have a distinguishable identity, organizational
structure and a collective desire to assist. These groups do not have an affiliation. They are considered
“Convergent” in that they are acting independently, as an individual or group, outside of the recognized
coordination system of the impacted jurisdiction(s).

Volunteers are a key component to disaster response and should be managed and treated as a valuable
resource throughout all the phases of disaster. While successful use of volunteers is important in preparation,
response and mitigation, particular issues will arise in long term recovery.

During long term recovery, it is preferable for volunteers to work through the local Long Term Recovery Group
(LTRG), or an agency collaborating with the LTRG. This will help ensure that resources are managed
appropriately and unmet needs are addressed more effectively.

Since volunteers come with many different skills, it is important for LTRGs to place volunteers in roles to fit their
abilities. Those skills and abilities may include but are not limited to, debris removal, cleaning out homes,
repairing/rebuilding homes, case management, program leadership, office skills as well as professional services
such as legal advice, accounting, and computer expertise.


http://www.betterworldheroes.com/alan.htm
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Volunteer service is a valuable asset offered to the disaster survivors, but can also serve an important role for
LTRGs seeking additional funding. Volunteer hours are considered an in-kind donation and can be leveraged by
LTRGs when applying for grants.

IMPORTANT ELEMENTS IN A VOLUNTEER PROGRAM

Volunteer Make-up:

Will there be age limits, and what kind of work will be available?

Will you supply supervision or are the volunteer teams self-managed?

What are the appropriate numbers of volunteers? This is determined by the amount of work, the
available housing, and supervision.

Short term volunteers: usually in the area for one day to one week

Long term volunteers: usually in the area for two weeks to several months

Legal Considerations:

Liability and medical insurance

Client Confidentiality

Release of liability

Hosting Volunteers:

Accommodations

O

@)

@)

Typical sites to accommodate volunteers include churches, unused buildings, homes,
apartments, camps, schools, tents (may need signed agreements with property owners).

Should there be a cost? If so, what does it cover?
Are separate arrangements available for males and females?

Keep in mind the age group of the volunteer. The younger volunteer may be fine with sleeping on
the floor with a bed roll which may not suite the more mature volunteer.

Showers?
Laundry?
Kitchen facility?
Internet/phone?
RV hook-ups?

Will you provide meals?

Community hospitality? (Discounts from local businesses?)

Maps of area and emergency facilities

Gifts? (T-shirts, small thank you to express volunteer appreciation)
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VOLUNTEER MANAGER / COORDINATOR

The Volunteer Manager/Coordinator is a vital link in connecting valuable resources to those with unmet needs.
Working closely with the volunteers, disaster survivors and agencies/donors, the task of the Volunteer
Coordinator is to utilize volunteer help where it will address the greatest need. This will require close
collaboration between the volunteer coordinator, case manager and construction coordinator (see sample job
description Appendix page 5).

Agencies that are managing volunteers for a recovery should be included at the LTRG table. A Volunteer
Manager/Coordinator will oversee a number of functions which may include:

Communications with volunteers
Accommodations

Orientations

Debriefings

Recognition

Evaluations

For samples of forms and documents used by Volunteer Management, please refer to Appendices 6 and 7.

For more information regarding volunteer management please refer to http://www.nvoad.org/ and see the
National VOAD Volunteer Management Points of Consensus.



http://www.nvoad.org/
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CHAPTER 7: COMMUNICATIONS IN LONG TERM RECOVERY

Having a good communications strategy is essential for the success of an LTRG. A recovery group that tells a
timely, accurate and compelling story can make the most of opportunities to connect with donors and
volunteers. Further, keeping the community informed as disaster recovery progresses will also promote good
will and mitigate the effect of rumors or possible complaints from individuals who have not received help (often
for very good reasons). Because of this it is important to develop a relationship with the media — they can be
your best friend.

Good communications is:
e Clear - simplicity in the message
e Concise - the shorter the message, the more likely the audience is to absorb it
e Consistent - the message is based on the LTRGs mission
e Collaborative — the message encourages involvement by many in the community
e Credible — the message produces confidence in the LTRG and its program

e Contextual - the message takes place within an environment that is expected, familiar and
comfortable to the audience

e Compelling - the message has meaning to the audience and motivates
e Creative — the message employs established channels of communication and look for new ones

When putting together a good communications strategy, there are multiple audiences that need to be
considered:

e Partner agencies and members of the LTRG — monthly, quarterly and annual reports should be
provided summarizing cases closed, work completed, cases remaining, funding needs, LTRG
finances, etc.

e Volunteers - Communicate regularly with volunteers to encourage future participation
o Maintain a volunteer database by specialty areas, skill level, and availability.

o Publicize your volunteer needs through local media and through national venues such as
National VOAD

e Other stakeholders in the community including government, donors, etc.
o Organize and facilitate public meetings to provide information and receive feedback
o Maintain a list of donors, government officials, and special interest groups

o Establish communication protocols based on prearranged agreements with identified partners
and donors

o Respond to requests and inquiries in a timely fashion
o Protect client confidentiality when communicating recovery stories
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When dealing with the media, following are some guidelines:

Appoint, educate and support a designated media contact person

Develop and maintain media contact lists and call logs

Issue periodic press releases - inform media about LTRG successes and needs

When communicating with the media, be sure to highlight the work of your partners and LTRG
member organizations

o O O O

o Respond to media requests and inquiries in a timely fashion
Use pictures instead of just words

Effective communications means using pictures as much as possible. Remember to get a signed consent form
from clients and/or volunteers before publishing their photo.
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CHAPTER 8: DONATIONS MANAGEMENT IN LONG TERM RECOVERY

Understanding donations management is another key component to every community’s recovery effort.
Responders who understand their community’s needs communicate the importance of cash donations in
helping to meet those needs. Responders who know how to effectively manage donated goods are more
efficient at leading their community toward recovery. Effective communicators and collaborators are more
successful in fulfilling needs because they invest in relationships with other responders (including local and
state government) as well as the media. Offers of donations will be at their peak immediately after a disaster
and can overwhelm a recovery effort. For this reason, the earlier the LTRG can communicate its needs to
prospective donors the better.

Some of the questions that the LTRG need to ask when dealing with donations are:
How will we handle cash donations?

Will we handle donated goods?

What is needed and when will it be used?

Where will we store donated goods?

How will we staff?

How will we manage (record keeping, etc) the donations?
Who will oversee distribution?

What equipment will we need to receive goods?

Will we need to handle transportation of donated goods?
Can donations be shared with other partners?

What do we do with surplus or unneeded donations?

It is difficult to anticipate every need in a recovery program ahead of time. As we noted in the introduction to
this guide, there are several phases of a disaster. Each of these phases will require different donations to
match the needs that arise for that period. Examples of donations that could be needed during the recovery
phase would include:

e Cash
Building supplies
Hand tools
Personal protection equipment
Appliances
Furniture and beds

Professional construction related services (e.g. architects, structural engineers, electricians, HVAC
specialists, etc.)

Cash is always the best form of donation. When LTRGs are able to buy needed items, they are also
reinvigorating a hurting local economy. Make sure your LTRG has a cash policy in place to insure proper
record keeping.
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WAREHOUSING AND DISTRIBUTION

In many cases your recovery effort may not require a large warehouse, although storage of unused building
materials from construction sites will be needed (for more information please refer to the Chapter 5 -
Construction Management). In a large donations program, a warehouse is used to receive bulk items and may
serve as a staging area to sort and repackage supplies to be sent to a distribution center. The warehouse is not
generally open to the public. Distribution centers are intended for clients to pick up supplies.

Warehousing

Depending on the size of your donations program or disaster, you may find it necessary to operate a multi-
agency or a state warehouse. Assuming that your program will have the need for a warehouse, there are
numerous places where you can look in order to find donated space, beginning with your state or regional
VOAD. VOAD members may have relationships in place to secure space, such as local businesses, local or
state government, local realtors or investment companies. Most LTRGs are able to find warehouse space
where you will not have to pay rent.

When selecting a warehouse there are several issues to keep in mind.
e Location
e Access
e Size and configuration
e Operating costs including rent (if any), insurance and utilities
e Staffing needs

Having easy truck access to the building is important, but it is equally important that your LTRG have after-hour
access to the building as well. Sometimes you are bound by the hours of operation of the donor who has
provided free space.

When choosing your warehouse, keep in mind how many loading docks you will need. If you are responding to
a large-scale regional disaster you will want to be centrally located for the convenience of all the counties
involved.

It is also important to determine your liability coverage on the building, equipment and staff.

Other items to consider are:

e Who pays the utilities?
e What equipment will be needed to operate (forklift, shelving, box truck, pallet jacks, etc.)?
e Are forklift operators required to be certified?

Distribution

Distribution centers are the points of contact with potential clients. Some distribution centers may resemble a
thrift store. However, only families affected by the disaster are permitted to select and remove items for
personal needs. Most distribution centers are only open during the response phase but may be open through
the recovery depending on need. Make sure the distribution center has easy access and is located near the
disaster area. Remember, some potential clients may have lost their transportation and will be on foot.

The distribution center may be the place where you make the first contact with clients who are in need. Your
LTRG may consider having a caseworker at each distribution site to begin the case management process. It is
important to keep complete, confidential records of all clients served and goods distributed.
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Considerations:
e Flexible hours of operation
Staffing
Bags and boxes for clients
Equipment (carts, dollies, pallet jacks, etc.)
Secure filing cabinet for confidential information

Distribution Centers vs. PODs

Distribution Centers and PODs (Points of Distribution) are two distinct operations that function in different
phases of disasters but can resemble each other in some situations.

PODs usually are set up immediately after a large disaster event in centralized locations where the public can
pick up life sustaining commodities. These commodities usually include shelf stable food, water, ice and other
items as needed.

These PODs usually stay open and serve the public until certain parts of the community infrastructure are back
up and running enough to support and sustain the food, water, and other needs as in normal times.

Distribution centers are then set up in conjunction with the case management process providing for longer term
survivor needs.

Staffing

When preparing to open a warehouse or a distribution center you may wish to contact one of the National
VOAD members who are experts in warehousing. National VOAD members who are experts in this area may
be able to assist your LTRG by providing training and may provide staffing as well. Make sure your LTRG
leadership is informed of local and state guidelines for volunteer and labor codes. In many cases, volunteer
and paid staff may have different labor guidelines.

When training staff, insist upon safety first. Be respectful and courteous of disaster survivors and free of
discrimination.

Transportation

Liability issues surrounding transportation are always of great concern, but transportation is an essential part of
warehousing. As decisions are made about transporting goods, keep in mind:

e |s your LTRG insured to transport?

Would a local trucking company donate services?

Is there a local VOAD member with transportation equipment and experience?

Do you have a file of licensed drivers with background checks?

How will fuel cost be covered?

When using a donated vehicle confirm proof of insurance, registration and valid license plate.

Unsolicited donations

Remember, not all unsolicited donations will be needed. Chapters could be written from the experience of your
fellow LTRGs around the country about the agony of dealing with unnecessary items. You DO need to be
selective when receiving goods and determine if donated items in good condition and whether they are new or
used items. It is okay to say, “No.”



Ratified by Board of Directors, 2012

Some general guidelines that apply to all donations:

Receipt all donations

Send thank you notes

Keep track of inventory

Only accept appropriate donations

Ask local media to appeal to the community for items needed
Churches and vacant retail stores are great locations for distribution
Make requests known to all disaster partners

Consider carefully before accepting clothing. Suggest alternatives to clothing donors: host a yard
sale and donate the funds, give clothing to thrift store and make a donation of the tax deductible
amount to the LTRG, provide clothing to groups who help with career counseling

Accept prepared foods to distribute only from commercial distributors. Be careful, local restaurants
may try to get rid of food due to loss of refrigeration.

For more information regarding donations management please refer to http://www.nvoad.org/ and see the
National VOAD Donations Management Points of Consensus.
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CHAPTER 9: SPIRITUAL CARE IN LONG TERM RECOVERY

Spiritual care has an important role in all phases of a disaster, including short-term response through long-term
recovery. Assessing and providing for the spiritual needs of individuals, families and communities can kindle
important capacities of hope and resilience. Specific strategies for spiritual care in this stage can bolster these
strengths.?

The transition from the emergency relief stage of disaster to long term recovery can be painful and confusing for
a community. Survivors of disaster will naturally and quickly build a view of the community after disaster with
reference to the many agencies and organizations that have appeared during the emergency phase to help.
Some agencies that specialize in emergency response may have visibly different roles in long term recovery.
Some people who responded initially may not be replaced when they finish their deployments. Disaster
response agencies provide important long term recovery assistance; nevertheless, transformation to long term
recovery in the community may be accompanied by feelings of abandonment. This is an especially important
time for spiritual care providers to attend to such feelings.

While a disaster may have initially evoked feelings of rage, dismay and shock, the transition to long term
recovery may involve feelings of exhaustion, confusion and despair. Spiritual care providers will care for
individuals, families and the community in many of the same ways in the long term stage as in the emergency
phase, but with attention to the transforming feelings. Some key spiritual care activities that can focus the needs
of this stage include:

e Community Spiritual Assessment

e Spiritual Care Interventions to kindle Hope

e Attention to emotional and spiritual issues around Anniversary Times
e Organized Community Services of Memorial and Remembrance

e Retreat Opportunities for Care Givers

COMMUNITY SPIRITUAL ASSESSMENT

The transition to long term recovery in a disaster can be a fitting juncture to consider performing a community
spiritual assessment. The principle behind a community spiritual assessment is simply to identify Spiritual needs
for which the community may not have ready assets. It will help to identify these needs in a concrete way that
can be articulated while designing the long term recovery plan. Numerous agencies and organizations with an
interest in spiritual care will endeavor to meet these identified needs.

A community spiritual assessment could be performed by an inter-disciplinary group made up of community
faith leaders, disaster response personnel and community volunteers. They could meet to discuss the
community’s needs and assets around the following dimensions of concern:

2 "National VOAD Spiritual Care Points of Consensus”
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Holistic Dimensions

Public Health Dimensions - Has the disaster involved injury or death? Was there an interruption in
food supplies? Has the disaster threatened the community public health? Has the disaster
jeopardized safe water supplies?

Psychological Dimensions - How intensely is the community traumatized by the disaster? Are
there adequate numbers of mental health professionals in the area? Were the mental health
professionals in the area adversely affected by the event?

Psycho-social Dimensions - What are the key material and personal resources that this community
possesses? Is the economy of the community threatened by the disaster? Were large numbers of
people unemployed by the disaster?

Neighboring Community Dimensions - Do the neighboring communities possess resources that
can assist at this time? In what ways are neighboring communities also affected by this disaster? Are
there adequate numbers of volunteers? Are the volunteers taxing the resources of the community?
Ethnic and Cultural Dimensions - In what ways does the community’s ethnic make-up affect the
way various groups perceive the disaster and response? Do any of the ethnic groups present in the
community require special consideration?

Societal Issues Dimensions - How do class, ethnic, gender, language or educational barriers affect
the way this community is perceiving the disaster? Are there populations that may feel they don’t
have a voice?

Community Leadership Dimensions - How equipped to handle the demands of disaster recovery
is the community leadership? Have they worked through similar events in the past?

Spiritual Dimensions

Beliefs and Meaning - Are there predominant religious expressions in the community? In what way
do minority religious expressions need special consideration? Do the various religious communities
interpret disaster in distinct ways?

Vocation and Consequence - Does this community have a vision for itself distinct from this
disaster? Has the disaster threatened, bolstered or altered that vision?

Community History and Story - What themes are prevalent in this community’s history? Are there
previous challenges, setbacks, disasters?

Courage and Growth - Are courage and altruism being exhibited during this disaster? Is there a
sense of transformation present?

Ritual and Practice - Has the community organized corporate ritual experiences during the
disaster? Is there a plan for continued ritual expression, e.g. anniversaries?

Community Cohesion - Does the community seem cohesive and unified during recovery? Are there
significant groups or persons external to community cohesion?

Spiritual Leadership - How equipped are spiritual leaders to handle the demands of disaster
recovery? Have they worked through similar events in the past?

The community spiritual assessment can identify areas in the community’s spiritual life that have assisted
during the disaster as well as areas that may benefit from further development and attention. Numerous
agencies and organizations have the ability to attend to these areas through training, consultancy, deployable
personnel and other resources.
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Spiritual Care Interventions can kindle hope

The concept of hope may be as difficult to explain and define as the concept of spirituality. This may be the
case because the two are somehow connected. Hope seems to be a capacity to hold—in a present time of
struggle—a sense of wholeness and strength that rests in a transcendent force. For some people, this force
may be a sense of the Divine. For others, this force may be a sense of the strength of community. It must be
somehow transcendent from the “self.” Gabriel Marcel described hope this way:

“Hope consists in asserting that there is at the heart of being, beyond all data, beyond all inventories
and all calculations, a mysterious principle which is in connivance with me.”

and further:

“There can be no hope that does not constitute itself through a we and for a we. | would be tempted to
say that all hope is at the bottom choral.”

Hope is the central capacity that contributes toward personal and communal resiliency. It enables individuals,
families and communities to endure great hardship with courage. The maintenance of hope during times of
struggle is a central priority of spiritual care providers. The loss of hope is despair.

Despair is one of the most crippling human spiritual conditions. It can adversely affect many other areas of
physical, mental and spiritual health. Despair can begin to take root when tasks seem insurmountable and
conditions seem unsolvable. Therefore, some of the most powerful interventions that can be performed by
spiritual care providers are interventions that specifically stimulate a sense and experience of hope in
individuals and communities.

Seeking opportunities to appreciate a form of beauty is one powerful intervention. Natural and created beauty
both infuse our spirits with a sense of strength and energy which transcends temporal concerns. Especially
when times are hard and burdens are heavy, people must take time to enjoy sunsets and flowers, music and
meaningful personal interactions.

Survivors also draw hope from prayer, meditation in one’s sacred writings, connecting with a community of faith
and/or consulting with a spiritual care provider. A spiritual care provider can facilitate a guided conversation
around specific themes with an individual or a family. People are encouraged to verbalize tangible examples of
successes during other periods of difficulty in several areas, including:

e Personal-One’s personal life history

e Family—The broader history of one’s parents, grandparents and ancestors

e Cultural-The experience of one’s nation, ethnicity and culture

e Spiritual-The history of one’s faith group or spiritual perspective.

These arenas represent concentric circles of existence and meaning in life. When one brings to mind examples
of success in the face of adversity, a renewed and bolstered sense of hope emerges that can sustain an
individual, family and community throughout the current crisis.

ATTENTION TO EMOTIONAL AND SPIRITUAL ISSUES AROUND ANNIVERSARY TIMES

Anniversaries of disasters require special concern for emotional and spiritual care providers. Even long after the
initially strong feelings of fear, anger and pain have passed, an anniversary of the event can trigger these
feelings again. This may be true both for victims of the disaster and for volunteers and staff of disaster response
agencies who responded to the disaster.
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Community spiritual care providers and faith leaders should be attentive to the special care that may be helpful
for their congregants and for themselves during these times. Community memorial services can be helpful in
giving voice to and space for some of the strong feelings prompted by an anniversary.

Management and leadership of disaster response agencies should consider planning emotional and spiritual
support for their volunteers and staff. It is equally important to communicate that such support is available to all
who find themselves experiencing overwhelming feelings associated with the event or its anniversary.

Organizing community services of memorial and remembrance

Public community gatherings to mark transitions and anniversaries are crucial to long-term healing following a
disaster. These events can punctuate the feelings of a community and speak aloud that which is can be hard to
articulate.

Tremendous care and sensitivity must be taken when planning for public community services of memorial and
remembrance. The language used and images and symbols invoked must be appropriate for an inter-faith
audience. The representatives and leaders who take part must represent a broad cross-current of the
community. The format must be accessible to people from diverse religious backgrounds, especially those who
may not be accustomed public religious gatherings.

Successful and appropriate services involve the community members, survivors of the disaster, and local faith
leaders both in the planning and in the implementation of the event. These persons can speak to the feelings
that need memorializing and guide the planning in ways that lead to an event that the entire community
embraces.

While anniversaries are important on a communal level, they are also important on individual levels. Spiritual
Care Providers who provide long term care to persons who have lost loved ones may pay attention to
anniversaries, holidays and other milestones in life—recognizing that these can be tender times during a
grieving process. Even verbal acknowledgement that these times can be challenging can bolster the spirit of a
grieving person.

Retreat opportunities for caregivers

Spiritual care providers are vulnerable during times of disaster and must be cared for, too. One valuable
spiritual care provision for the care providers themselves is the availability of retreat opportunities during the
long term recovery stage. This may be especially important for local community faith leaders, LTRG leadership,
and local political leaders who are tempted to endure long working hours for extended periods of time at the
expense of their own self-care. Several disaster response agencies have experience sponsoring and offering
these opportunities. The retreats can include education about self-care and coping with the needs of the long
term recovery stage, but they best center on providing a time of quiet rest and replenishment for the
participants.

For more information regarding disaster spiritual care please refer to http://www.nvoad.org/ and see the
resource Light Our Way and the National VOAD Disaster Spiritual Care Points of Consensus.
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CHAPTER 10: FINANCIAL CONTROLS AND REPORTING

An LTRG must assure its donors of its responsible use of resources. Effective financial management and
controls will make it difficult or impossible for organizational funds to be used improperly and will help to ensure
regular and accurate reporting. It is the responsibility of the governing body, along with your fiscal agent, to
ensure that good financial controls are in place.

Financial controls and systems are one of the first things a new LTRG should consider and implement, as the
current climate of heavy scrutiny makes grants contingent upon an identified process for receiving funds,
disbursing funds, and reporting the use of funds. A good financial control system will focus on transparency
and accountability.

Key considerations are as follows:

HANDLING MONEY

All incoming-funds should be independently seen, recorded, banked, and accounted for by two or
more persons.

Someone other than the person who opens mail should compare each incoming check with issued
receipts.

All expenditures should be approved by someone other than the person who signs checks.
Someone other than the person who issues checks should do monthly bank reconciliation.
Require at least two signatures on all checks.

Checks should never be signed “ahead” by one or more of the signatures.

FINANCIAL REPORTING

A Balance Sheet presenting the LTRGs assets and liabilities should be produced at least quarterly.

A monthly Statement of Income and Expenses, with line item detail of project/program income and
expenses, should compare the current period’s fiscal performance as well as the year-to-date
income and expense performance to the annual budget.

In addition to demonstrating a level of leadership and vision, a simple analysis of budget variances
(i.e. “why did we over- or under-spend in a particular area?”) is helpful in keeping an LTRG on track
and in future programmatic decision-making

Financial reports should present information in the same format in each reporting period.

THE AUDIT PROCESS IN FINANCIAL MANAGEMENT

In the organizing stages, an LTRG should look to the community for a CPA (or professional
bookkeeper) willing to serve as a consultant to the Board. An unbiased, trained set of eyes
reviewing financial controls and procedures on a regular basis (perhaps as often as quarterly) during
the formative stages of the LTRG can make sure a solid money-handling and reporting system
avoids problems. Your CPA consultant may be willing donate audit services for the annual audit.
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Make the audit process the foundation of your financial controls. Audits by certified public
accountants assure the Board (who has ultimate responsibility) and funders that an organization has
adequate controls, but an annual audit may be too late if proper controls have not been implemented
early on.

REPORTING TO DONORS

Reporting to donors and contributors is hard work that goes beyond the “asking” to include

1) reporting the use of donated funds and goods and 2) interpreting that use in terms of the numbers
of families assisted, the nature of the assistance provided that if not provided would have deterred
reasonable recovery for the recipient, and on-going identification of emerging needs.

Some donor organizations designate funds and/or require written or electronic reports at particular
stages of expenditure. These requirements should be met in a timely manner.

Other donor organizations will not require such tight reporting, but should receive regular reports (i.e.
updates on emerging victim/survivor needs, funding needs, and monthly financial reports).

All financial donors of substance should receive copies of annual audits.

All financial donors should receive a comprehensive closing report of finances and assistance
programs.

OTHER CONTROLS

An LTRG receiving large quantities of in-kind material or equipment donations for its own use or
redistribution should develop and implement a system of secure files for legal documents proving
ownership and inventory.

Train board members and staff on the financial management system implemented in order to assure
their understanding of the financial reports.

Staff may be able to better manage program budgets and project their